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I  iMders  look  to  2012,  they’re 
resolving  to  stoke  tech  investments 
and  keep  operations  lean  -  all  while 
navigating  constant  business  change. 
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,  Technology.  The  tools  that  keep  work 
flowing.  Champions  of  productivity, 
connectivity  and  reliability.  With 
hundreds  of  thousands  of  products 
from  top  vendors,  we  have  it  all.  Along 
with  dedicated  account  managers  to 
find  it.  Services  to  support  it.  One  of 
the  largest  in-stock  inventories  to  get 
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NSA  Label-based 
System  Could 
Secure  Big  Data 


Full-Duplex  Boosts  Network  D^ffic 


develqied(ull-dii(^  wireless 
tedmdogy  that  they  say  could 
I  doublenetwoiktia&  — atalow 
cost,  with  little  need  for  new  hardware  and 
without  much  disruptfon  in  service. 

FuU-duplex  allows  a  cell  phone  or  other 
mobile  device  to  send  and  receive  dau 
on  the  same  frequency.  Todays  networks 
require  separate  frequencies  for  each  action. 

One  downside  is  that  the  national  wireless 
carriers  aren’t  ready  to  roll  this  out,  and  may 
not  be  for  several  years.  Though  fuU-duplei 

does  require  new  industry  standards. 

The  earliest  it  would  be  implemented  is 
most  likely  with  jG,  or  fifth-generation, 
networks.  Most  major  US.  carriets  ate  just 
starting  to  deploy  4G  networks  —  though 


Sprint’s  WiMai  4G  network  is  mote  fully 
developed  than  competing  offerings. 

Still,  Ahutosh  Sabharwal,  a  Rke  profiis- 
sor  of  electrical  and  computer  engineering, 
remains  optimistic. 

Rice  tesearcfaets  have  proven  that  phone 
makers  can  add  fullduplex  to  exist¬ 
ing  smartphones.  They  were  also  able  to 
repurpose  existing  MIMO  (multiple  input, 
multiple  output)  antenna  technology. 

Further,  Sabhatwal’s  team 
showed  that  full-duplex  systems  m 
can  operate  in  asynchronous  mode, 
meaning  that  one  node  can  start 
receivit^  a  signal  while  it’s  transmitting. 

Rice  has  invited  researchers  from  other 
organizations  to  add  their  full-duplex  inno- 


mechanisin  for  labeling  each  piece  of 
data  with  the  authorizations  that  are 
necessary  to  see  if  the  NSA  said  in 
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IBM’s  watson  to  Diagnose  Patients 


W 


ATSON,  IBM’s  game-show- 
piaying  supercomputer,  will 
try  its  hand  at  helping 


IBM  announced  earlier  this  year  that 
heahhcate  would  he  the  first  oommercial 
application  for  the  computer,  which  defeated 

viskm  game  show  “leopardyr  in  February. 

IBM  and  WdlFbint  -  Blue  Cross  Blue 
Shield’s  largest  health  plan  —  this  month 


’The  software  will  use  the  concept  of 
“evidenoe-hased  medicine,’’  which  centers 
around  best  practices  in  treating  patients. 


oe  would  he  idadng  so 
heart  attack  on  an  aspirin  regimen. 
Watson  omsists  of  90  IBM  Bower  750 

—  lour  in  each  machine  —  for  a  total  of  32 


tualized  with  a  kernel-based  virtual  machine 
scheme,  resulting  in  a  server  cluster  with  a 
total  processing  capacity  of  80  teraflops.  (A 
teiaflop  is  one  trillion  operations  per  second.) 

That  horsepower  can  help  medical  profes¬ 
sionals  cull  thtou^  a  lot  of  information 
quickly.  Watson  can  search  200  million  pages 
data  and  provide  responses  in  just  seconds. 
“Imagine  having  the  ability  to  take  in  all 
the  infbrmatioo  around  a  patient’s  medical 
cate  —  symptoms,  findings,  patient  inter¬ 
views  and  diagnostic  studies,"  said  Dr.  Sam 
Nussbaum,  WdlPoint’s  chief  medical  officer, 
in  a  statement.  “Then,  imagirre  unng  Watson 
analytic  curabilities  to  consider  all  of  the 
priorcase$,thestateof'the-artclinicalknowl- 
et^  in  the  medical  literatuie  and  clinical 
best  practices  to  help  a  {ffiysidan  advance  a 
diagiXMis  and  advance  a  course  of  treatmenL” 
WellPoint  expecte  to  begin  using  Watson 
in  clinical  pilots  early  next  year. 

-LucasMearian 


jumped  more  than  IS  percentage 
points,  from  23%  in  2010,  IOC  said. 

RIM’S  BlackBerry  operating  sys¬ 
tem  will  see  its  market  share  slip 
from  16%  last  year  to  14%  In  2011. 
while  the  share  of  Apple  s  iOS  will 
increase  from  16%  last  year  to  18% 
in  2011,  IDC  predicted.  Meanwhile. 


less  than  a  4%  share,  since  it  will 
soon  replace  Symbian  for  Nokia. 

Regardless  of  winners  and  losers, 
there’s  been  substantial  growth  in 
smartphone  use  worldwide.  IDC 
said  almost  305  million  devices 
shipped  in  2010  and  projected 
that  this  year’s  shipments  will  hit 
472  million  -  a  growth  rate  of  55%. 

Future  smartphone  growth  will  be 
driven  largely  bythenumberofap- 
plicat'ions  available,  said  IDC  analyst 
Ramon  Llamas. 
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Data  center  designers  have  always  been  mindful  of  security  concerns. 
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Delivering  a  stronger  network 
And  more  personal  service. 


Our  network  has  expanded,  and  so  has  our  ability  to  serve 
you.  When  you  combine  our  personal,  consultative  approach 
with  our  premiere  technology  platform  -  including  colocation, 
managed  hosting  and  nationwide  fiber-optic  network  with 
global  reach  you  will  find  you  are  free  to  drive  productivity 
and  bottom-line  growth.  Your  link  to  what's  next. 
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Keep  Skills  Sharp 


Ttie  medical  industry  seeks  thousands  of 
IT  workers,  but  its  need  for  unique  skills 
makes  hiring  difficult  By  Lucas  Mearian 


An  IT  JM  WMJCANT  with  a  hutory  of  onstantly 
beefing  up  his  tedmology  and  management  skills  is 

lefanal  or  a  stnmg  faoiHafiice  interview. 

“How  do  you  know  you’re  hiring  a  good  person? 

You  can  get  a  refertaL  So  what?  Someone  can  interview  weO.  So 
what?  But  when  [an  apphcant]  can  say, 'IVe  hit  these  [IT  education] 

er,  who  is  CIO  at  St  Wnoent’s  Health  System  in  Birmingham.  Ala. 


I’ve  hit  these  [IT 
education]  targets,’ 


I 


U.  CoL  Eric  McChmg,  CIO  for  the  U.S.  Army’s  Pacific 
Regional  Medical  Command  (PRMC),  said  the  ability  to 
demonstrate  continual  upgrades  in  IT  and  management  skills 
is  douUy  important  for  people  interested  in  heahhcare-related 
IT  jobs  in  the  military,  where  leadership  changes  every  two  to 


ties  in  their  regions. 

The  difficulty  in  findit^  candidates  who  keep  up  with  changes 
in  healthcare  often  prompts  McChmg  to  look  for  general  health¬ 
care  workers  who’d  like  to  move  into  IT.  It’s  often  easier,  he  said, 
to  teach  technical  skills  to  someone  with  a  healthcare  background 
than  it  is  to  teach  an  IT  professional  about  healthcare. 

“Just  get  me  an  interesting,  willing  person  with  a  healthcare 
background,  and  my  organization  will  overlay  the  IT  knowledge 
recprired,"  said  McClung,  who’s  also  CIO  at  l^ler  Army  Medical 
Center  in  Hawaii. 

Job  hunters  should  take  note  of  cpialifications  that  Stettheim- 
er,  McClung  and  other  healthcare  IT  ezecutives  are  seeking, 
because  that  industry  leads  the  way  in  IT  job  openings.  The  U.S. 
Department  of  Labor’s  Bureau  of  Labor  Statistics  projects  that 
IT  jobs  in  healthcare  will  grow  by  about  20%  per  year  throu^ 
20t8.  There  are  currently  176,090  IT  jobs  in  the  industry,  ac¬ 
cording  to  the  BLS. 

According  to  SimplyHited.com,  the  number  of  heahbcare 
IT  positions  has  increased  by  67%  since  November  2009.  The 
online  job-search  engine  lists  7,200  open  heakhcate  IT  positions 
out  of  4.9  million  jobs  on  its  website. 

“Healthcare  is  definitely  one  of  the  most  significant  areas 
of  growth,  and  it  requires  the  most  skilled  peofde,"  said  Keith 
Fraidenburg,  vice  president  of  education  and  communications  at 
the  College  of  Heakhcate  Information  Management  Ezecutives 
(CHIME),  a  professional  development  association  for  healthcare 
IT  ezecutives.  “It’s  the  ultimate  matriz  management.  Each  part 
of  the  organization  is  fully  dependent  on  other  parts." 

Stettheimer  refers  to  CHIME  as  the  “scalpel”  of  healthcare  IT 
training  organizations  because  k  focuses  on  specific  healthcare 
ITskiUsets. 

According  to  Fraidenbutg,  the  most  coveted  CHIME  certifica- 
tioos  are  those  for  project  managemmit  of  clinical  systems  and 
electronic  health  records  deployment  and  administration. 

The  otganizatkm  also  oS^  a  highly  complez  healthcare  CIO 

subjects,  he  said. 

dustry  that  I  know  of,"  Fraidenburg  sakL  “I’ve  worked  in  mamifac- 
turing...butinteTmsofcomplezityaDdtheimpactofinfi)tma- 
tion ...  I  don’t  know  anything  that  compares  wkh  heakhcate."  • 


Healthcare  CIOs 
Tell  Job  Seekers  to 


8  CONn.TI.WO.l. 


Machine  data  goes  in. 
Business  insight  comes  out. 

Splunk  software  takes  your  ra','.'  machmt.-  data  doci  n'lak•■^ 
sense  of  it.  Business  sense.  IT  sense.  Comn-ion 


splunk  >  listen  to  your  data 


Daniel 

Brusilovsky 


The  Teens  in  Tech 
founder  helps  young 
entrepreneurs  like 
himself  get  started 


Oo  yM  haw  a  nit  miM? 

Jack  Dorsey,  a  co-founder  of 
TWitter  and  founder  and  CEO 
of  Square.  I'w  been  extremelv 
fascinafed  by  the  work  he  does 
and  the  way  he  does  it 
Whan  ytar  tawrite  tedMMlocy? 
The  iPhone.  It  just  does 
everything  for  me. 
what  do  you  do  In  your 
span  thnoT  I  aiways  make  sure 
to  have  spare  time.  I  kwe  hanging 
out  with  my  friends  and  going  to 
the  movies.  I  love  to  play  golf. 
Whars  the  best  piM»  of  advica 
yon  awrrecelyad?  Don't  let 
anyone  ever  tell  you  no. 

Do  yon  haw  a  favorite  bloc? 

I  always  read  Techmeme. 


DANKL  BMISILOVSKY  has  an  impressive  rdsumO;  CEO,  entrepreneur,  speaker  and 
strategist.  Those  are  stror^  credentials  for  anyone,  but  they're  porticujarfy  remark¬ 
able  for  someone  as  young  as  Brusilovsfy.  The  i8-year-old  Cal^bmia  college  student 
has  spent  several  years  building  businesses  and  Ms  career,  and  he’s  now  passirig  on 
his  experience  and  ins^  through  Teens  in  Tech  Lobs,  a  Mountain  View,  Calif.,  compor^i  he 
founded  in  2008  that's  dedicated  to  providing  tools  and  resources  to  young  entrepreneurs. 
Supported  byfundir^from  corporate  sponsors,  it  has  four  employees  and  two  interns. 

How  did  ynn  cot  Into  tochnolacy?  My  parents  emigrated  from  the  Ukraine  almost  17 
years  ago.  They  have  computer  science  degrees,  and  they  work  at  technology  com¬ 
panies.  So  growing  up,  I’ve  always  been  surrounded  by  technology.  After  school,  my 
parents  would  pick  me  up  and  take  me  to  their  offices.  I’d  be  there  for  hours,  and  I’d 

Continual  on  page  12 
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THE  GRILL  |  DANIEL  BRUSILOVSKY 


UWIienl¥iras 
first  starting 
out,  people 
didnttake 

me  seriously.  I’d  think,  Tm 
not  trying  to  be  cute  -  I’m 
trying  to  start  something.’ 


OmlmiiMl /nim  10 

work  on  homework 
and  rd  have  my  laptop. 
But  on  the  way  home, 
I’d  ask  my  mom  or 
dad,  "TYhat’s  a  server? 
What’s  a  database?” 
and  the  mote  I  asked, 
the  more  I  gjt  in¬ 
trigued  by  everything 


wtra  u.  How  dM  you 
land  yow  first  tcdi 
Job?  I’d  go  to  my  dad’s 
office  every  day,  and 
I’d  do  my  homework 
and  go  online  aitd  read 
the  news.  One  day, 
the  CFO  came  up  to 
roe  and  said,  “You’re 
here  every  day  —  why 
don’t  we  give  you 
something  to  do?”  So 
I  started  working  at 
this  company,  Semend, 
where  I  did  everythir^ 
from  hardware  stuff 
to  fixing  computers  to 
setting  up  new  comput¬ 
ers.  The  whole  point  of 
the  job  was  that  they 

much  as  possible  about 
computers. 


Tall  nw  about  Ttcns  In  TtdL  I’ve  started  three  compa¬ 
nies  and  sold  one  of  them,  and  there  were  always  the 
same  struggles:  I  have  an  idea,  but  I  don't  know  what 
to  do,  who  to  talk  to.  Entrepreneurs  come  to  us  with 
ideas,  so  they  don’t  need  our  help  there,  but  they  need 
help  jump-starting  them.  So  we  have  [an  eight-week 
training  program  called  Incubator],  a  blog,  a  confer¬ 
ence —  ^  around  trying  to  help  as  many  entrepre¬ 
neurs  as  possible. 


latblnuafWwbaiiyonpaoplipuaiupacBawbn 

Intanualiaa  with  easa,  wby  do  they  aaad  help  from 
Toons  la  TecbT  When  I  firunded  my  first  company, 
which  was  a  media  group,  I  worked  with  a  lot  of 
adults.  Young  people  like  to  talk  to  young  people. 

Atxl  that’s  what’s  unique  about  us.  At  our  conference, 
half  of  our  speakers  are  under  the  age  of  at  and  the 
other  half  started  their  companies  when  they  were 
imder  21. 1  think  that’s  why  people  come  to  us:  We 
have  this  community  (tf  young  entrepreneurs  who 
have  the  same  understanrling  of  what’s  going  on. 


Why  Is  it  SO  bard  for  yueat  people  to  coinimiiilcata 
with  older  people?  Do  adults  Just  dismiss  them?  I 

think  that’s  part  of  it  When  I  was  first  starting  out, 
people  didn’t  take  me  seriously,  and  that’s  something 
that  really  upset  me.  I  was  going  into  meetings  with 
[venture  capitalists]  and  they’d  just  consider  me  cute, 
and  I’d  think,  “Tm  not  trying  to  be  cute  —  I’m  trying 
to  start  something.” 


that  you  offtrad  coveraie  In  oxcbange  for  compen¬ 
sation  When  you  wotted  at  the  Web  publication 
TediCrunch.  What  did  that  experience  teach  you? 

One  of  the  biggest  lessons  I  took  from  it  was  that  20 
years  ago,  there  was  no  Internet,  so  nothing  we’d  say 
would  come  back  to  haunt  us.  But  today,  when  every¬ 
one  is  ccmnected,  everything  will  be  heard.  That’s  one 
thing  that  I  dem’t  think  a  lot  of  people  realize  —  that 
everyone  will  find  out  one  way  or  another.  Wraking 
at  T^Crunch  was  a  fentastk  experience.  There 
were  a  lot  of  lessons  I  teamed,  and  I  owned  up  to  [my 
mistake].  I  think  that’s  the  only  thing  we  can  do;  learn 
from  our  mistakes  and  move  on. 


ThMU^  a  ftnural  conctm  that  young  ptopit  w« 
groat  users  of  tochnology  but  that  not  tnough  an 
becoming  technologists.  Why  do  you  think  that’s  so? 

What  I  feel  may  be  the  reason  is  that  [young  people] 
don’t  understand  how  it  all  works,  and  I  think  it’s  an 
education  problem. 


00  you  think  the  amount  Of  time  your  generation 
spends  onllno  or  with  technology  has  any  negative 
effects?  I  definitely  think  so.  A  lot  of  per^le  spend 
too  much  time  online  and  don’t  fixnis  on  their  priori¬ 
ties,  which,  for  most,  ate  sebod  and  things  like  that. 
I  believe  it’s  up  to  the  parents  to  really  educate,  to 
take  responsibility  and  say,  “You  need  to  step  away 
from  the  computer  and  fixais  on  your  homework.” 
That’s  what  my  parents  did. 


DO  you  think  companies  arc  mlsslngoat  on  any  IT 
trends  that  couM  help  them?  What’s  great  is  that  a 
lot  of  big  companies  are  getting  on  the  social  band¬ 
wagon,  but  it  stiU  fascinates  me  that  they  don’t  have 
a  mobile-optimized  site.  Not  even  an  iPhone  app.  If 
I  go  to  a  website,  1  expect  it  to  have  a  site  that  loads 
automatically  onto  my  phone,  things  like  that.  ’There 
are  still  a  lot  of  advancements  that  need  to  be  made. 

Whit’S  your  technology  vision  Of  the  future?  To  be 

perfectly  honest,  I  don’t  know.  ’The  way  I  look  at  it  is, 
every  day  there’s  new  technology  being  developed. 
It’s  one  of  those  things  in  this  industry  —  you  never 
know  what’s  going  to  happen  next. 


-  Inlemiew  1^  Computetworid  contributing  writer 
Mary  K.  Pratt  (marykpnttt@veraBn.net) 
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THE  HP  ELITE  SERIES  Premium  service  and  support,  only  available  to-  the  HP 
Elite  Series.  With  fast  call  response  and  resolution,  it  goes  above  and  beyond 
anything  you've  ever  experienced.  More  secure,  manageable  and  icsponsivc  with 
the  2nd  gen  Intel'  Core"  i7  vPro"  processor,  it  all  adds  up  to  make  HP  Elite  e'  lc 

hp.com/Elite 


Everybody  On 


Brainpower  for  Free 


liiameswitli 
apurpose’ 
haveapkbin 
corporations 
looking  for 
answers  to 
complex  issues. 


Y  SENSE  IS  THAT,  IN  2012,  IT  will  once  again  be  asked  to 
do  more  with  less.  Given  the  budgetary  constraints,  most  IT 
organizations  would  love  to  make  a  big  impact  without  spending 
a  lot  of  money.  Sound  too  good  to  be  true?  Not  necessarily. 


Universities,  nongovernmental  organizations 
and  charities  must  bequently  address  difficult 
problems  with  limited  resources.  For  answers, 
marry  have  turned  to  a  new  genre  of  video  games 
known  as  "games  that  cdiange  the  future"  or 
"games  with  a  purpose.”  Players  immerse  them¬ 
selves  in  complex  issues  —  energy  shortages,  revo¬ 
lutions,  famines  and  pandemics,  to  name  a  few  — 
and  work  out  the  best  ways  to  address  them.  But 
such  games  also  have  a  place  in  corporations. 

According  to  Asi  Burak,  co-president  the 
rronprofit  Games  ffir  change,  marry  of  the  most 
successful  games  do  one  or  more  of  the  following: 

Or— dfOWM  iwMhii  lolntlnw  In  2010,  a 
World  Bank-sponsored  game  called  Evoke  chal¬ 
lenged  players  to  develop  solutions  to  intractable 
problems  such  as  water  shortages,  poverty  and 
disaster  relief.  The  best  ideas  were  discussed  at 
the  Evoke  Summit.  Top  players  teceived'public 

seed  funding  for  their  ideas, 
challengirtgplayerstodiscoverinttovativeap- 
visualizing  the  data.  Players  could  also  suggest 

players  solve  3D  puzzles.  Sdeirtists  arralyze 
garrrers’ approacdies  to  pattern  rrratching  to 
improve  computer-geirerated  algorithrrrs  for  pre- 
dictittg  how  protein  “folds"  into  3D  structures. 

Asirrrilargatrtecouldsolicitideaslbritttple- 
mentittg  green  IT  and  allow  players  to  review 

llllw  playiri'  — m—ih,  Game  design- 
ers  attempt  to  charrge  players’  perspectives  on 


Players  make  secirrity,  constnrction  arrd  political 
decisktns,  arrd  address  urrexpected  consequences. 
Each  leader  must  maintain  the  approval  of  the 
populace,  the  U.N.,  the  Arab  worid  and  the  U.S. 

In  the  Project  Marragertrertt  Game,  players 
develop  prefect  plarrs,  put  together  staiSs  arrd  set 
tasks,  schedules  and  bur^ets.  The  game  then 
simulates  project  execution,  layers’ virtual  sta& 
must  complete  projects  without  tttttrting  out  of 
tirtre,  money  or  other  resources,  while  dealirrg  with 
“chattce  events"  that  alter  the  project’s  viability. 

Assage  a  currant  sKuathm.  Players  of  Zynga 
garttes  (FarmVille,  Mafia  Wars,  etc.)  have  ilonated 
over  $to  million  to  disaster  relief  by  selling  lirrt- 
ited-edition  virtual  goods.  FreeRke  is  a  multiple- 
choice  quiz  covering  sufqects  such  as  basic  math, 

answer,  ro  grants  of  tree  are  donated  to  the  U.N.’s 
World  Food  Prograrrtrtte. 

Orgarrizations  trying  to  change  corporate 
perceptiorrs  of  IT  could  estaUish  a  sitttilar  game 
demonstratittg  krtowledge  of  IT  products,  services 
arrd  processes.  Departments  or  itrdividuals  could 
compete  for  points,  virtrral  prizes  or  that  well- 
established  IT  reward  —  a  Friday  pizza  party. 

Busirress  irtrits  have  begun  to  adopt  games, 
primarily  for  trairrirrg  arrd  customer  engage¬ 
ment.  But  that’s  trot  enough.  Determine  how  your 
department  can  harrress  the  power  of  gaming  to 
getrerate  poterrtial  sohrtiotrs  to  ITs  most  complex 
challettges.  Capitalize  on  brainpower  availaUe 
from  employees,  busirress  partners  and  depart¬ 
ments  across  the  enterprise.  The  price  is  right!  ♦ 
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development,  Beniwa!  sa>'s.  The  goal  is  to  move  from  the  current 
70-30  ratio  of  ongoing  maintenance  versus  new  services  and  capa- 
bilities  to  a  60-40  ratio.  Achievii^  this,  he  says,  will  involve  taking 
real  steps  toward  private  and  pid)lk:  cloud  initiatives  to  reduce 
costs  in  scNne  areas.  It  will  also  require  a  serkxis  look  at  eliminat- 
ir^  little-used,  redundant  and  costly  systems. 

DouMeEdged  Sword 

Across  industries,  IT  groups  are  facing  a  similarly  double-edged 
sword:  Despite  the  uncertain  economic  recovery,  businesses  are 
cautiously  increasing  IT  investments  for  next  year,  and  they  want 
to  do  mote  than  just  keep  the  lights  on  —  they  want  to  see  business 
returns,  such  as  revenue  growth  and  competitive  differentiation. 

"The  good  news  is,  they  want  to  spend,"  says  Alan  Guibord, 
founder  of  The  Advisory  Council,  an  IT  consulting  firm  in  Salem, 
N.H.  “The  bad  news  is,  they’re  being  very  demandir^  about  their 
expectations  of  what  will  come  out  of  IT  for  that  investment." 

Fix'  many  IT  organizations  —  which  have  spent  the  past  couple 
of  years  hackirig  away  at  curating  costs  as  a  result  of  the  reces¬ 
sion  —  that  will  mean  not  only  carefully  choosing  projects  that 
promise  high  returns,  but  also  ti  msforming 
their  operating  models  and  sourcing  strate¬ 
gies  to  further  reduce  infrastructure  costs 
and  reinvest  those  savings  in  new  endeavors. 

In  Computerworfrfs  2012  Forecast  survey, 
for  instance,  more  than  one-third  of  the  353 
IT  executives  polled  said  IT  budgets  would 

last  year  (see  charts  on  page  20).  But  while 
budgets  ate  inching  upward,  IT  remains 
laser-focused  on  the  bottom  line,  continuing 
to  seek  out  new  ways  to  economize.  Indeed, 
when  respondents  were  asked  to'natne 
the  most  leadir^-edge  projects  they  would 
undertake  next  year,  the  top  two  responses 

were  virtualization  and  the  cloud,  both  of 
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which  promise  to  radically  remove  costs  from  operating  models. 
And  the  No.  i  management  challenge  for  2012,  respondents  said, 
will  be  budget  constraints  and  economic  pressures. 

“The  new  normal  for  IT  organizations  is  they  can  no  longer 
run  like  a  black  box,”  says  Craig  Symons,  an  analyst  at  Forrester 
Research.  “There’s  a  difference  between  budget  cutting  and 
being  lean  and  efficient.  They  need  to  be  lean,  and  either  you 
do  that  by  taking  advantage  of  newer  technologies  like  virtu¬ 
alization  and  private  clouds  or  you  look  at  some  of  these  new, 
emerging  sourcing  alternatives,  like  software  as  a  service  [SaaS] 
or  completely  outsourcing  business  processes  themselves.” 

Forrester’s  most  recent  budget  survey  supports  the  notion 
that  IT  managers  will  be  cutting  costs  with  one  hand  while  sup¬ 
porting  business  innovation  with  the  other.  Survey  respondents 
cited  efficiency  as  the  No.  1  priority,  but  second  in  line  was 

tion,  Symons  says.  As  at  Daymon  Worldwide,  IT  organizations 
won’t  be  asked  to  reduce  the  budget,  but  rather  to  shift  spending 
toward  new  development,  possibly  even  moving  to  a  50-50  ratio 
of  maintenance  versus  new  development,  he  says. 

"The  demand  is  there,  but  the  overall  budget  can’t  grow  to 
meet  it.  So  to  help  fund  demand,  they  need 
to  shift  the  money,"  Symons  says.  “If  people 
believe  IT  is  a  differentiator,  they  can’t  keep 
spending  70%  to  80%  of  the  budget  on 
keeping  the  lights  on." 

Such  a  transition  won’t  be  easy,  cautions 
Shvetank  Shah,  executive  director  of  the  IT 
practice  at  the  Corporate  Executive  Board 
Ca,  a  research  and  advisory  firm.  Histori¬ 
cally,  the  percentage  of  the  IT  budget  spent 
on  maintenance  has  been  stubbornly  hard 
to  shift,  he  says.  “For  every  dollar  spent  on 
new  projects,  there's  an  annual  15  to  18  cents 
of  maintenance  spend  that  accompanies  it, 
so  many  companies  are  unable  to  shake  the 
tyranny  of  that  math,”  he  says. 
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70-30  ratio  ofongping  maintenance  Venus  new  services  and  cajM- 
bilities  to  a  6040  latia  Aciiieviiig  this,  be  si^  ^  involve  taking 

costs  in  some  areas.  It  will  also  requite  a  serious  look  at  eliminat- 

Double-E4B«l  Sword 

Across  industries,  IT  groups  ate  6acing  a  similarly  doubieedged 
sword- Despite  the  uncertain  economic  recovery,  businesses  are 

to  do  mote  than  just  keep  the  lights  on  —  they  want  to  see  business 
returns,  such  as  revenue  growth  and  competitive  difietentiation. 
“The  good  news  is,  they  want  to  ^tend”  says  Alan  Guibord 

Ibuniler  of  The  Advisory  Council,  an  rr  consulting  firm  in  Salem, 
N.H.  “The  bad  news  is,  they're  being  very  demanding  about  their 
expectaticos  of  what  will  come  out  of  ITibr  that  investment'’ 

For  many  IT  organizations  —  nhicb  have  spent  the  past  cou{^ 
of  years  hacking  away  at  operating  costs  as  a  result  of  the  reces¬ 
sion  —  that  will  mean  not  only  carefully  choosing  projects  that 

and  reinvest  those  savings  in  new  endeavors. 

In  ComputenimkCs  2012  Forecast  survey, 
for  iastanre,  mote  than  one-third  of  the  353 
IT  exeartives  polled  said  IT  buckets  would 
increase  next  year,  jrrst  shglitly  ntoie  than 
last  year  (see  charts  on  page  20).  But  while 
budgets  ate  inchittg  upward  IT  remaitts 
laser-focused  on  the  bottom  line,  continuing 
to  seek  out  new  ways  to  economize.  Indeed, 
when  respooderrts  were  asked  to  rrame 
the  most  leadirrgedge  projects  they  would 
undertake  treat  year,  tite  top  two  responses 
were  virtuabzation  and  the  cloud  both  of 


which  promise  to  radically  remove  costs  from  operating  models. 
And  the  No.  1  management  challenge  firr  zorz,  respondents  said, 
will  be  budget  constraints  and  economic  pressures. 

“The  new  normal  lor  IT  organizations  is  they  can  no  longer 
nui  like  a  black  box,”  says  Cra^  Symons,  an  analyst  at  Forrester 
Research.  “There’s  a  difference  between  budget  cutting  arrd 
being  lean  arid  efiScient.  They  need  to  be  lean,  and  either  you 
do  that  by  taking  advantage  of  newer  technologies  like  virtu¬ 
alization  and  private  clouds  or  you  look  at  some  of  these  new, 
emerging  sourcing  ahematives,  like  software  as  a  service  [SaaS] 

Forrester’ 5  most  recent  budget  survey  supports  the  notion 
that  IT  managers  will  be  cutting  costs  with  one  hand  while  sup¬ 
porting  business  irmovation  with  the  other.  Survey  respondents 
cited  efficiency  as  the  No.  1  priority,  but  second  in  line  was 

tion,  Symons  says.  As  at  Daymen  Worldwide,  IT  organizations 
won’t  be  asked  to  reduce  the  budget,  but  rather  to  shift  spending 
toward  new  development,  possibly  even  moving  to  a  50-50  ratio 
of  mainterumce  versus  new  development,  he  says. 

“The  demand  is  there,  but  the  overall  budget  can’t  grow  to 
meet  it.  So  to  help  fund  demand,  they  need 
to  shift  the  money,”  Symons  says.  “If  people 
believe  IT  is  a  difi^ntiator,  they  can’t  k^ 
spending  70%  to  80%  of  the  budget  on 
keeping  the  lights  on.” 

Such  a  transition  won’t  be  easy,  cautions 
Shvetank  Shah,  executive  director  of  the  IT 
practice  at  the  Corporate  Executive  Board 
Co.,  a  research  and  advisory  firm.  Histeni- 
cally,  the  percentage  of  the  IT  budget  spent 
on  maintenance  has  been  stubbornly  hard 
to  diift,  he  says.  “For  every  dollar  spent  on 
new  prqects,  there’s  an  atmual  15  to  18  cents 
of  mainterumce  spend  that  accompanies  it, 
so  many  companies  are  unable  to  shake  the 
_  tyranny  of  that  math,”  he  says. 


PreUminaryresultsfiomamembershipsurveybytbeCoqio- 
rate  Executive  Board  corroborate  the  finding  that  budgets  will 
grow  only  sligbtly  next  year,  partly  because  of  the  anemic  recov¬ 
ery  and  partly  as  a  balance  to  the  catch-up  spending  this  year. 

In  2012,  growth  in  operating  expenditures  is  forecast  at  2.9% 
among  the  178  survey  respondents,  all  large  firms  with  more 
than  $1  hillion  in  revenue.  This  is  in  stark  contrast  to  an  increase 
of  ro%  this  year,  Shah  says. ‘There  was  a  pent-up  demand  fiir  IT, 
and  now  spending  is  returning  to  modest  levels,”  he  says. 

The  Tin  IT 

Joe  Eng,  CIO  at  JetBlue  Airways,  agrees  that  the  tumultuous 
economic  situation  will  cause  companies  to  invest  cautiously  in 
rr.  Companies  such  as  JetBlue  “will  be  conservative,  building 
up  cash  balances  and  riding  out  the  lack  of  certainty  in  the 
world  markets,"  he  says.  “In  the  last  couple  of  years,  [JetBlue] 
made  significant  investments  in  technology,  so  we’re  now  har¬ 
vesting  the  benefits  of  those  investments." 

And  when  companies  do  spend  on  technology  next  year, 
those  expenditures  will  be  geared  around  prefects  that  promise 
to  grow  revenues,  increase  productivity  and  produce  short-term 
return  on  investment,  Eng  says.  Shah  agrees  that  the  dollars 
will  go  toward  information-driven  projects,  or  what  he  calls  the 
“I”  in  IT.  This  includes  customer-fodng  systems  such  as  social 
media,  marketing  and  Web  applications;  business  intelligence 
(BI)  and  analytics;  and  cdlainration  and  knowledge-sharing 


The  ability  to  tackle  what*s  next 


pwc 


almost  36%  of  the  project  budget,  in  contrast  with  process 
automation  systems,  such  as  ERF  and  CRM,  vdikh  will  still 
represent  about  33%  of  the  budget. 

In  the  airline  business,  for  instance,  a  major  focus  will  be 
around  the  digital  experience  offered  to  customers,  including 
continuing  to  extend  hrands  to  social  media  channels  such  as 
Facebook  and  Twitter.  “(JetBlue  wants]  to  harness  the  relatkxi- 
ship  with  the  customer 

."Ei^says. 


about  that  in  evefy  service  they  create  and  infrastructure  they 
build  ”  he  says.  This  is  often  referred  to  as  the  “Sunday  ni^it/ 
Monday  morning  syndrome,”  where  people  have  grown  to  expect 


this  service  in  seven  countries,  for  both  time 
tracking  and  recording  of  customer  feedback 
mi  the  samples.  “In  the  past,  >ve'd  have  to 
buy  specialized  devices,  which  ivere  cxwt- 
prohibitlve.’'  Beniwal  says.  “Now-,  we  can 
pay  Syx)  to  $400  for  an  Android  or  iPad.  All 
these  innovat.Ke  devices  are  enabling  people 
to  do  what  the>'  hadn't  thought  of  before." 

A  Bl  Focus 

lay  Leader,  OO  at  iRobot,  similarly  foresees 
a  relatively  tight  budget  for  next  year,  es- 
pecially  compared  with  last  year,  when  the 
company  had  a  more  aggressive  outlook  on 
tlie  economy.  In  the  past  year.  IT  worked 
on  upgrading  and  stabilizing  the  company's 
core  business  platforms,  including  moving 
to  Oracle  Release  12.  expanding  its  ERP 
capability  and  working  on  product  lifecycle 
management.  In  the  past  couple  of  years,  it 
also  fully  virtualized  its  data  center. 

Now.  Leader  says,  technology  investments 
will  be  concentrated  on  Bl  and  collabora¬ 
tion  —  two  areas  that  support  iRobot  s  status 
as  a  growth  company.  “The  nature  of  the 
work  ive  do  is:  when  brilliant  pec^  ccxne 
together,  m^ic  happens.  So  we’re  working 
to  put  them  tocher  on  a  collaboration 
platform.”  he  says.  The  company  is  working 
on  a  preliminary  Microsoft  SharePbint 
implementation,  which  it  will  expand  in  the 
coming  year. 

The  Bl  focus  will  be  to  provide  people 
with  data  they  need  from  various  applica¬ 
tions,  such  as  product  quality,  ERP  and 
CRM  s)‘stems.  to  develop  a  comprehensive 
view  for  company  executives.  “ Were  a 
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onHne,  so  there  will  be  investments  in  that  area,"  Eng  says.  And 
St  Ehymon,  Beniwal  says  the  company  is  increasingly  knldng  to 
mobile  devices,  both  to  leduce  costs  and  to  increase  its  frontline 
insigbts  into  customer  preferences.  For  example,  one  of  the  ser¬ 
vices  it  provides  to  letaikrs  is  handing  out  hw  sanities  in  stores, 
such  as  bod  items  at  nu^  retailers.  It  plans 
to  use  mobile  devices,  most  likely  tablets,  for 
some  of  the  1S.OOO  employees  who  perform 
this  service  in  seven  countries,  for  1^  time 
tracking  and  recording  of  customer  feedback 
on  the  samples.  “In  the  past,  we’d  have  to 
buy  specialized  devices,  which  weie  cost- 
prohibitive,"  Benhval  says.  “Now,  we  can 
pay  ^oo  to  $400  for  an  Android  or  iPad.  All 
thm  irmovatrve  devices  are  enabling  people 
to  do  what  they  hadn't  thought  of  before.” 


A  Bl  FOCUS 

lay  Leader,  aO  at  iRobot.  similaily  foresees 
a  relatively  tight  budget  for  next  year,  es¬ 
pecially  compared  with  last  year,  when  the 
compatry  had  a  more  aggressive  outlordc  on 
the  eotmotrry.  In  the  past  year,  rr  worked 


cote  business  platforms,  including  moving 
to  Orade  Release  12,  expandirtg  its  ERP 
capability  and  woikirrg  on  product  hfe-cyde 
tnarragemenLlntbepastcoupleafyears.it 

Now,  Leader  says,  technology  irtvestmertts 
willbeoottcentratedonBIartdcolIabaca- 
tkn  —  two  areas  thtf  support  iRobot's  status 
as  agrowth  oompatty.  "The  n^ute  of  the 
work  we  do  is:  when  brilliant  people  come 
together,  tttagic  happetrs.  So  we're  working 
to  put  them  together  on  a  collabotatian 
pl^fortn,"  he  says.  The  ootrtpaity  is  working 

impfertrentatiott,  which  it  will  expand  in  the 


tions,  such  as  product  quality,  ERP  and 

growth  company,  so  scalability  and  pace 
of  growth  is  very  irrqxrrtanL"  says  Leader. 
‘We  focus  on  what  allows  us  to  be  scalable 


deirts,  secorrd  orrly  to  corrsolidating  the  IT 
irrfeastnictuie.  “Bl  has  always  been  there, 
but  it's  growirrg  in  irrrpottanoe,"  Symons 


ore  oommerce  going  to  the  Web  and  social  medra  technofogies, 
idtheie’saneedtotakethatdataandtranslateitintoiirforma- 
m  that  can  be  used  for  better  dedsfon-making” 

Beniwal  says  Daymon  also  plans  to  increase  its  BI  invest- 
enL  in  the  form  of  advanced  analytics,  which  will  build  on  its 
aster  data  management  initiative,  especially  in  the  areas  of 

zation  and  [Hieing. 


A  New  Menu 

investments  wrill  require  further  reducing 
hardware  and  inhastructure  costs,  and  to 
do  thaL  some  will  likely  use  2012  to  consider 

has  already  certtralized  some  of  its  business 


in  Kansas,  using  internal  staff.  It  is  also 
looking  into  hosted  services,  or  the  cloud,  for 
nondata-intenstve  functions,  sudi  as  proiect 
management  and  collaboration,  as  well  as 
for  systems  that  nm  out  of  the  box,  such  as 
SQL  Server.  “There  is  some  data  we  can’t 
take  to  the  public  cloud,  such  as  informa¬ 
tion  from  our  partners,  so  iwe’ll  start  with 
private  and  slowly  see  which  we’ll  take  to 
the  public  cloud,"  Beniwal  says. 

XIoud,  SaaS  and  alternative  sourcing 
models  will  become  more  mainstream  in 
the  years  to  come,"  Symons  agrees.  Over 
time,  be  sees  CIOs  increasingly  becoming 
solutioa  brokers  or  service  orchestrators. 


sourcing  options  today,”  he  says.  “CIOs 
need  to  become  sourdng-agnostic  —  for 
any  business  need,  they  should  ask, ’What’s 
the  best  way  to  fill  that  need?’ It’s  only  the 
really  large  organizations  that  have  the 


host  your  own  infrastructure.” 

While  SaaS  will  remain  a  small  percent¬ 
age  of  overall  IT  expenditures  next  year,  it 
will  grow  as  a  percentage  of  total  IT  operat¬ 
ing  expenditures,  according  to  the  Cmpoiate 
Executive  Board  survey.  SaaS  will  increase 
fiom  2%  of  the  budget  in  2011  to  2.6%  in 
2012.  Meanwhile,  infrastructure  as  a  service 
will  grow  from  2.7%  to  3.1%,  and  platform  as 
a  service  will  grow  fiom  0.6%  to  0.8%. 

Still,  leader  and  some  other  CIOs  say 
they  will  mainly  continue  with  their  tradi¬ 
tional  IT  infrastructures  with  only  small 
forays  into  the  cloud.  “There’s  nothing  I’ve 


cost-effective,”  he  says.  “I’m  cloud-weary 
and  grizzled  enough  to  see  the  hype  cycle. 
As  expecUtions  for  IT  delivery  grow. 


Rather  than  cutting  costs  in  IT, 
costs  in  other  pieces,  improve] 


investing  in  IT  so  they  can  reduce 
competitive  advantage. 


projects,"  Shah  says.  “Three  years  ago,  there  were  maybe  three 
or  ftxir  flavors  in  the  IT  bud^,  but  this  year,  it’s  more  like  Ben 
&  Jerry's,  with  lots  of  flavors.  And  with  that  tremendous  diver¬ 
sity  comes  a  more  complex  portfolio,  so  it’s  driving  IT  folks  to 
distraction  as  they  struggle  to  keep  up  with  the  vaster  scrqre.” 

This  strug^  is  particularly  apparent  in  healthcare,  where  otgar 
nizations  with  flat  budgets  ate  called  upon  to  balance  regulatory 
mandates,  new  clinical  and  patient  satky  standards,  government 
incentives  for  use  of  electrcmic  health  records  (EHR),  demands  for 

"Within  healthcare,  reducing  costs  is  a  common  theme,"  says 
Sue  Schade,  vice  president  and  CIO  at  Bri^iam  and  Women’s 
Hospital  in  Boston,  who  expects  to  see  a  slight  increase  in  her 
bud^  in  2012.  “At  the  same  time,  you  can  talk  to  any  health¬ 
care  CIO  in  the  country,  and  they’ll  tell  you  they’re  working 
on  [Meaningful  Use]  and  ICD-io,"  a  new  coding  scheme  for 
providing  health  services,  as  well  as  other  new  initiatives. 

At  Brigham  and  Women’s,  the  IT  organization  is  transitioning  to 


“As  heahhcaie  organizations  become  aocountable  cate  osganiza- 
tions  under  health  reform,  we  cannot  aSord  to  have  disparate  clini¬ 
cal  systems,  and  we  need  to  do  a  better  job  of  providing  a  seamless 

varioiis  care  locations,"  Schade  says. 

Clearly,  while  modest  technology  spending  will  likely  character¬ 
ize  2012,  the  focus  will  be  on  IT  deliveiing  competitive  advantage 
and  not  suffering  Draconian  cost  cuts.  “There’s  a  higher  level  of 
eiqiectation  on  the  IT  organization,"  Guibord  says.  “We’re  getting 
to  the  point  where  the  business  is  expecting  them  to  come  up  with 
more  elaborale  ideas  than  in  the  past  Rather  than  cutting  costs 
in  IT,  they  are  investing  in  IT  so  they  can  reduce  costs  in  other 
places,  improve  the  business  and  create  competitive  advantage."  ♦ 
BramM  is  a  Computerworld  contrihuting  writer,  rou  con 
contact  her  at  maryi)randel@verizon.net 
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IT  Juggles  ts 

i  i  SOCIAfnEDIA  Pq|05 


Social  media  used  to  be  solely  a 
marketing  task.  But  now  that  its  use 
is  expanding,  does  IT  play  implementer, 
cop,  manager  or  all  of  the  above? 

BY  MICHAEL  FITZGERALD 
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KEEP  YOUR  PEOPLE  AND  BUSINESS  MOVING. 
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ultimately  a  tool  to  help  the  relationship 
with  customers.” 

But  Gillin  doesn't  think  that  means 


1 

I 

j 

I 

i 


FORECAST 


Contpiued/ram  pi^  22 

municatioiis,  a  social  media  consultancy  in  Fn 
Gillin,  who’s  a  Conner  ComputeruiorM  editor  in 
2010  cooCeience  being  held  by  a  veiulor  he  did 
Though  he  acknowledges  that  social  media  t 
predominately  for  marketing,  the  lack  of  TWitt 


a  new  technology  comes  into  use,  it  is  ITs  responsibility  to 
understand  It.” 

“Were  they  healthcare  CIOs?  We’re  always  five  to  lo  years 
behind,”  says  Ed  Mara,  QO  at  Texas  Health  Resources  in 


Aiungton,  m  response  to  ciuuns 
anecdote.  Marx,  who  calls  himself  a ‘bi 
time”  IVvitter  user,  says,  ‘It’s  unCortunai 
that  QOs  who  really  should  be  out  ther 
leading  and  experimenting  and  innovat 
ing  are  not.”  Man  says  be  started  using 
IVitter  two  and  a  half  yeais  ago  and  no 
reeulailv  uses  Facebook,  Linkedln  and 


2009  survey  of  over  1,400  CIOs  by 
Robert  Half  Technology,  more  than  half 

banned  social  media  use  by  employees. 
Another  19%  said  their  organizatioiis 
limited  social  media  use  to  business 
purposes  (Hily.  A  Manpower  study  b 
on  a  poll  of  34,000  en^iloyers  —  thr 

conducted  at  the  same  time  found  tl 
only  24%  of  U.S.  companies  had  fbn 


of  technology 
at  American  Greetings  Interactive  in 
Cleveland.  He  thinks  marketing  should 
control  the  technology,  since  “it’s 

with  customers.” 

But  Gillin  doesn’t  think  that  means 
IT  should  be  less  involved  than  it  was 
when.  Cor  instance,  companies  began 
adopting  ERF  systems  15  years  ago.  “IT 
was  very  involved  in  that,  despite  the 
fact  that  ERF  was  an  accounting  tech¬ 
nology,”  he  says.  Social  media  “is  the 
future  of  how  companies  will  operate, 
will  engage  with  customers.  IT  should 
have  an  important  role  in  h.' 


Right  now,  designated  non-IT  gatekeepers  post  on  the  sites, 
and  IT  has  to  make  its  case  Cor  a  post  “Sometimes  we  get  it, 
sometimes  we  don’t”  Yanoska  says.  He  would  like  more  optkn 
Cor  posting  on  Fao^xiok,  especially  when  maintenance  u 


place  [to  ten]  customers  who  1 
vested  in  the  brand, ‘We  plan 
tenanoe.’ {That  way]  you  don’t 
posts, ‘Hey,  what’s  going  mi?’ I 
they  already  know,"  Yanoska  s 


social  media  spreads.  “Our  reliance  on 
IT  siqiport  is  heavier  now”  than  it  was 
two  years  ago,  says  Jesse  Redniss,  vice 
president  of  digital  at  NBC  Univeisal/ 
USA  Network.  Redniss’ gnxip  not  only 
helps  market  content  and  shows,  but  also 
runs  a  thriving  casual  gaming  business, 
with  its  own  profit  and  loss  statement 
NBC  Universal  adopted  a  setup  in 
which  IT  operates  infrastructure  and 

Continued  on  page  26 
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Moving  healthcare  forward 

IT  and  communications  solutions 
for  elevated  performance 

Our  mission  is  to  fulfiii  your  vision  of  heaithcare  —in  patient  care  and  experience,  in 
staff  coliatxjration  and  communication,  in  business  continuity  and  data  security,  and  in 
the  efficient  mnning  of  your  institution.  With  tailor-made  soiutions  built  on  an  in-depth 
understanding  of  your  unique  needs,  strategies  and  objectives.  Solutions  that  provide 
easy  access  to  information  and  fast,  effective  communications  among  patients  and 
staff-on  site  and  at  remote  locations -reducing  delays  and  improving  quality  of  care. 
Learn  how  NEC’s  solutions  and  expertise  in  voice  and  data  communications,  networks 
and  data  storage  can  elevate  your  performance. 


Empowered  by  Innovation 
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video  oxitent  management  system,  datMmning  tools  and  a  single' 
sigiHm  system  for  wdtsite  visitois.  The  company’s  Digital  Products 
and  Services  (DPS)  unit  bandies  department-specific  IT  projects. 

Redniss  says  he  used  to  think  IT  was  too  cumbersome  to 
respond  quickly  enough  to  social  media  needs,  but  he  now  says, 
“We  didn't  fiilly  understand  how  much  we  needed  them." 

Over  the  past  couple  of  years,  as  NBC  Universal  has  de- 
v^ped  broad  corporate  eferts  involving  Facebook,  TWitter, 
Hunblr  and  other  social  media  sites,  data  management  and  data 

the  ri^  kind  of  funnels  to  build  to  bring  everything  to  them  so 
they  can  store  it  and  we  can  sift  throu^  it,"  Redniss  says. 

But  bis  unit  will  still  make  its  own  techndogy  decisions,  toa 
In  fact,  18  months  ago,  Redniss  recruited  a  DPS  employee,  Robin 
Fordham,  who  is  now  director  of  technology  fin  USA  Network.  “I 
just  jumped  the  fence,”  says  Fbrdham.  “Instead  rf  USA  Net  being 
my  client,  I  work  fin  them  directly." 

Fordbam  leads  a  small  team  of  devefopers  that  figures  out  how 
to  execute  Redniss’ ideas.  For  instance,  wb»i  Redniss  wanted  to 
inqnove  customer  loyaky,  the  group  todt  the  lead  in  adopting 
Bunchball’s  Nitro  pbafcra,  which  uses  gaming  to  build  loyalty. 
Fordham’s  unit  has  also  done  most  of  the  woik  in  adopting  Echo’s 

Leaping  Aboard 

Social  networking  has  roared  to  the  top  of  trtany  corporate 
todo  lists.  In  an  eMarketer  survey  of  227  compatties  with  more 
than  too  employees,  80%  of  the  respondents  said  their  employ¬ 
ers  intended  to  use  social  media  for  marketing  purposes  in 
20U,  up  from  58%  in  2009. 

Mearrwhile,  social  networking  is  being  adopted  by  other 
departments,  thatrks  to  new  tools  and  strategies. 

According  to  Michael  Fauscette,  an  analyst  at  IDC,  social 
media  tools  are  spreading  “acrrrss  all  departments."  The 


partments  mattage  sociaLmedia  strategy  and  tools.  When  IDC 
first  conducted  the  survey  three  and  a  half  years  ago,  marketing 
dominated  the  results. 

“It  was  by  for  the  rrrost  prevalent  department,"  Fauscette 
notes.  “Now,  [there’s]  pretty  even  distribution  across  all  depart- 

social  media  is  used  internally  for  collaboration  and  idea  gerr- 
eration,  and  externally  fitr  marketirrg  and  crisis  response. 

When  it  comes  to  managing  the  strategy  behirrd  social 
media,  however,  rtrarketirrg  still  rtrles  —  it  handles  that 
responsibility  at  48%  of  companies  —  and  IT  isn’t  involved 
at  all.  Corporate  cottunrmicatiotts  is  second,  cited  by  29%  of 


the  respondents  as  one  of  the  departments  that  handles  social 
media  strategy  (multiple  answers  were  permitted).  Meanwhile, 
26%  of  the  respondents  named  product  development,  23%  said 
customer  service,  and  16%  cited  sales. 

Fauscette  calls  this  shift  a  sign  that  the  social  media  market 
is  maturing.  He  says  this  means  the  technology  will  begin  to 
hectune  part  of  ITs  purview.  "We’re  startup  to  see  IT  mote 
involvedinwhattheyshouldl>edomg:helpingtofindandini{de- 
ment  the  right  tools,  produce  the  tools  and  optimize  the  work.” 

He  also  notes  that  when 


marketing’s  control,  “it  puts 
you  in  a  much  better  posi¬ 
tion  from  a  business  perspec¬ 
tive  to  look  at  it  in  broader 
terms."  That’s  what  IT  can 


rrsRole: 

Tool  Master 

For  now,  though,  IT  shows 
up  in  the  integration  and 
implementation  of  the  tools, 
a  rtde  that  Fauscette  says 
makes  sense.  When  the 
technology  moves  beyond 
experimenting  or  depart¬ 
ment-level  expense  charge- 
ofis,  “the  CIO  is  in  the  room 
a  lot  of  the  time.  Firms 
need  a  broader  perspective,” 
Fauscette  says. 

One  CIO  who’s  “in  the 
room”  is  Craig  Neeb,  both 
CIO  and  vice  president  of 


Speedway  in  Daytona  Beach 
situx  2000.  He  added  his 
marketing  role  in  2008, 

about  a  year  before  social  media  became  important  to  the  com¬ 
pany’s  marketing  strategy.  Intemationai  Speedway  now  uses 
websites  for  each  of  its  dozen  tracks  and  runs  mobile  market¬ 
ing  and  social  media  campaigns,  primarily  on  Facebook  and 
IVvitter.  It  also  has  a  customer  contact  center  that  makes  and 
takes  phone  calls  and  tuns  Web  chats. 

Because  the  company  is  publicly  traded,  having  control  over 
the  marketing  technology  helps  Neeb  make  sure  it’s  in  compli¬ 
ance  with  regulations,  such  as  those  spelled  out  in  the  Sarbanes- 
Oxley  Act,  and  guidelines  piomitlgated  by  private  industry 


groups,  such  as  the  Payment  Card  Inthrstry  Data  Secirrity 
Standards. 

Unlike  American  Greetings,  Irrtematiorial  ^leedway  will  let 
pretty  much  any  employee  post  on  its  websites  and  social  media 
sites,  but  first  they  must  go  through  what  Neeb  calls  “a  small 
little  training  program"  that  takes  about  an  hour. 

agement  stnrctrrre.  “We  don’t  do  arrything  in  furtctional  silos," 
Neeb  says.  “Our  digital  strategy  isn’t  owned  by  a  department." 

It’s  owned  by  marketing  and 

1IT,  with  support  from  HR, 
legal  and  complumce,  be 


Neeb  thinks  that  com¬ 
panies  will  have  to  adopt 
broader  managetnettt  of  social 
media."!  don't  see  bow  you 
can  etfectively  manage  any 


WHO  MAKES  THE  HIGHEST 
PERFORMANCE  LOW  LATENCY 
NEXT-GEN  FIREWALL? 


IT  should  also  increase  its 
own  use  of  social  networkitig 
tools.  While  customer  srrpport 
organizatioirs  are  embracing 

lartxl  Greerte  says  less  than 
t%  of  IT  help  d^  use  social 
networking  to  support  users. 

Still,  as  social  media 
spreads,  CIOs  ate  hitting  the 
“like"  button  mote.  Robert 
Half  updated  its  social  media 
survey  in  May;  this  time,  only 
3t%  of  CIOs  said  their  cotrt- 
panies  banned  social  media. 

in  the  earlier  survey. 

OOs  who  want  a  seat  at 


use  the  tools  in  their  own 
work  and  personal  lives. 
Marx  says.  “If  I  came  up  and 
said, ’H^.  I  warrt  to  be  part 
of  the  so^  media  strategy 
around  here,’ and  I  didn’t 
tweet,  I  didn’t  blog,  I  wasn’t 

on  Facebook,  I  didn’t  use  Linkedin,  I’d  have  no  cterL"  he  says. 

Marx  says  he  keeps  up  with  trends  with  the  help  of  his 
staff.  He  also  has  two  doctors  who  are  involved  in  IT,  and  they 
help  him  stay  in  touch  with  the  needs  of  medical  professioo- 


technology. 

“aOs  can’t  be  noobs,"  says  Marx,  meaning  neufiKS. 
Especially  if  they  want  to  avoid  being  anti-social.  • 
FftzgeraM  is  a  /reelonce  writer  based  in  Caml>ric|ge.  Moss. 
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their  sfaake-tqs  invoked  IT  d^iartment 
downazing  or  Uyotk,  another  35%  said 
centralizing  n  opetatkns  was  part 
o(  the  process,  25%  cited  a  desire  to 
create  teams  cf  subject-matter  experts, 
21%  said  they  were  creating  a  project 
management  office,  21%  mentioned 
boostingtheroleofenteipriseaichi- 
tects,  and  18%  died  outsourcing. 

In  the  past,  IT  reorganizations 
focused  on  optimizing  the  IT  unit’s 
service  delivery,  says  Bart  Perkins, 
managing  partner  at  Leverage  Part¬ 
ners,  a  Washington-based  IT  consult¬ 
ing  firm.  Peildns  says  those  change- 
ups  addressed  questions  such  as  bow 
much  independence  should  be  given 
to  business  unit  IT  teams,  which 
applications  IT  should  be  allowed  to 
develop,  whether  there  should  be  a 
sing^  applications  organization  or 
separate  organizations  for  develop- 


ITShuffle 

IT  departments  must  constantly  reshape  their  roles 
to  keep  pace  with  technology.  But  do  IT  reorgs  get  the 
results  that  management  hopes  for?  by  bob  violino 


THE 


O*  A  LOT  OF  ENTERFMSES,  frequent  IT 
reorganizations  ate  a  foct  of  life.  Revamping 
hardware,  tqrplicatioos,  processes  and  staff 
has  become  a  hallmark  of  the  technology 


F  The  IT  shufiBe  is  likely  to  continue  into 

2012,  as  organizations  look  to  get  maximum 
benefit  fiom  their  technology  investments 
in  a  constantly  changing  business  world.  A 
key  crmsideration  for  any  reorganization,  though,  is  whether  it’s  a 
knee-jerk  reaction  to  a  temporary  devdopment  in  the  market  or  a 
well-thought-out  strategy  to  truly  be^  the  business  meet  its  goals 
—  with  minimum  disruption  to  operations. 

Computerworld’s  Forecast  2012  survey  shows  a  high  level  of 
IT  reorganizations,  with  39%  of  the  353  PT  executives  surveyed 
saying  that  their  IT  departments  either  had  undergone  reorga¬ 
nizations  in  the  past  12  months  or  had  planned  one. 

The  most  common  feature  of  the  reorganizations  undertaken 
by  the  survey  respondents  was  an  effort  to  boost  IT’s  flexilulity 
to  meet  changing  business  needs:  47%  of  those  polled  said  their 
:.  Meanwhile,  35%  said 


ment  and  maintenance,  and  whether 
there  should  be  a  sir^  infrastruc¬ 
ture  team  or  multiple  ones  organized 
by  technology. 

“Today,  reorgs  focus  more  on  the 
integration  between  IT  and  the  busi¬ 
ness,"  says  Perkins,  who  is  a  Com- 
puterworid  cohimnisL  “A  different 
organization  is  needed  when  IT  is 
respensiUe  for  activities  that  are  not 
traditionally  IT  functions." 

Do  IT  reruganizatioos  get  the  results 
that  management  hopes  for?  "IT  reorgs 
are  no  different  bran  arty  other  type  of 
teotg  You  don't  always  get  the  remits 
you  [want],"  Perkins  says.  “’The  odds 
ate  irrqitDved  if  the  reotg  is  carefully  platmed  and  executecL  The 
staff  has  to  be  told  quickly,  people  have  to  be  handled  with  dignity, 
particularly  anyone  being  laid  off^  [and]  the  rationale  for  the  new 


Paul  Glen,  CEO  of  Leatfing  Geeks,  an  IT  education  and 
consulting  firm  in  Los  Angeles,  says  reorganizations  are  one  of 
the  first  took  managers  think  of  when  confronting  a  problem. 
“Unfeirtunately,  1  think  that  the  benefits  are  often  overesti¬ 
mated  and  the  costs  utxlerestimated,"  says  Glen,  who  also  is  a 
ComputervmU  columnist.  “If  they  were  mote  accurately  under¬ 
stood,  I’m  not  sure  that  reorgs  would  be  done  so  frequently." 

IT  executives  who  have  lived  through  more  than  one  reorga¬ 
nization  say  the  experience  can  be  challenging  but  add  that  it 
has  Us  tewatrk  if  d^  for  the  right  reasons. 

Business  Alignment 

About  two  years  ago,  the  Franklin.  Term.,  municipal  govern¬ 
ment  reorganized  Us  IT  department  along  application  lines,  to 
ensure  that  the  ayqilications  the  cUy  was  rfepfoyitig  were  imple¬ 
mented  and  used  effectively.  “We  created  enterprise,  public 

Continued  on  page  30 
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Meetings  from  a  laptop. 

Introducing  Microsoft  Office  365.  Collaborate 

File  sharing  in  the  cloud. 

in  the  cloud  with  Office,  Exchange,  SharePoint 
and  Lync  videoconferencing.  Starting  as  low 

Closing  deals  by  videoconference. 

as  $10  per  user  per  month.  Begin  your 

it  all  works  together. 

free  trial  now  at  Microsoft.com/office365 

phon^  team  about 
the  Office  365  free  trial 

i  i  /I  Microsoft* 

j  Download  the  free 

http-y/gettag-mobi 

DaOffice365 

ganize  without  a  predetermined  plan 
or  just  to  shake  things  up  are  really 
gambling  their  future  success.”  • 
Violino  is  a  /reelance  writer  in 
Mossapequa  Park,  N.Y.  You  can  reach 
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safety,  [Miciosoft]  Office  and  financial  manager  positions  to 
aid  in  the  impfementation  and  update  o£  the  various  software 
platforms  we  use,' says  Fred  Banner,  IT  director. 

Previously,  people  in  IT  worked  with  a  variety  of  applica¬ 
tions,  regarffiess  of  their  specialty.  As  a  result,  there  was  a  lack 
of  structure  and  no  one  took  ownership  of  and  accountaUlity 
for  projects.  Banner  says. 

In  each  application  area,  the  dty  appointed  apfdication 
managers  who  are  responsihle  for  making  any  needed  upgrades 
U>bettersupportenduseTsinsomet4citydeparttnents,includ- 

water.  The  trtanagets  also  train  others  in  their  area  on  bow  to 
fully  leverage  the  applications  they  work  with. 

^  givittg  people  more  responsibility  for  the  success  of  a  system 
rollout  or  upgrade,  the  dty  is  “making  them  a  part  of  the  solution,” 
Batrrrer  says.  “We're  letting  them  make  some  decisions  about  how 
the  hardware  and  software  should  function  in  their  area.” 

The  reotgarrization  is  nearly  at  an  end,  and  management  has 
deemed  the  strategy  a  success.  Banner  says.  The  next  step,  to 
be  launched  in  luly  aota,  is  a  reorganization  of  IT  people  along 
business  lines  such  as  public  safety  and  finandal  management. 
The  effort  involves  “redefining  the  applicatkm  managers  into 
business  units,  to  work  with  users 


Frandscohased  marketing  services  firm,  has  seen  its  business 
model  shift  during  the  past  20  years  as  new  cnmmunicatiotis 

ACP  uses  various  technologies  in  the  services  it  offers  its 
dients,  and  as  the  techtwiogies  change,  “different  skill  sets 
come  into  play,"  says  Ed  Skokowski,  director  of  IT.  Those 
changes  have  led  to  multiple  IT  staff  shake-ups. 

ACP  undertook  its  most  recent  IT  reorganization  in  response 
to  a  decrease  in  revenue,  Skrdxwski  says.  The  FT  department, 
which  once  bad  up  to  30  people  in  addition  to  part-time  support 
stairs,  has  been  scaled  down  to  just  two. 

Skokowski  has  taken  other  steps  to  reduce  costs,  induding 

migrating  some  functiotis  to  the  cloud. 

Gradual  Goals 

In  some  cases,  IT  reorganizations  take  place  over  extended 
periods  of  time,  making  them  less  of  a  jolt  to  those  involved. 

“We  have  been  gdng  through  a  gradual  reorganization  to 
make  the  IT  organization  function  as  a  single  urrit,"  says  Kim 
Tracy,  CIO  artd  executive  directm  of  University  Technology 
Services  at  Northeastern  Illinois  Urthrersity  in  Chicago.  "As 
part  of  that,  we  created  a  strategy  and  planning  department, 
an  integrated  service-delivery 


in  defining  future  opportunities  for 
the  dty,”  Battrter  says. 

The  ifetaib  as  to  v^  will  do  what 
under  the  reorganizatiaa  haven't 
been  finalized.  Banner  says.  But  the 
goal  is  to  coirtinue  to  support  the 
shifting  IT  needs  of  a  growing  dty. 
Franklin's  population  has  increased 
ftom  25,000 12  years  ago  to  63,000 
today,  and  it’s  projected  to  teach 
about  80,000  in  five  years. 

“We’re  trying  to  k^  abreast 
of  the  changes  occurring  in  the 

[businesses  that  relocate  there]  ate 
looking  for,  especially  as  to  what 
kinds  of  services  we  can  provide 
for  them,' Batmer  says. 

A  key  to  success  with  any  reor¬ 
ganization  is  lettittg  people  know 
why  charrges  are  being  made,  he 
says.“Eatlyoninthereotgartiza- 
tion,  we  brought  the  dty  depart¬ 
ments  together  and  said, 'Life  as 
you  know  it  is  not  going  to  be  the 
same  as  yesterday,  and  we  need 
your  help,’ '  Bantrer  says.  Wide- 

must  find  people  who  are  going  to 

and  the  thirtkers,  and  you’ve  got  to 
get  that  group  on  board,"  be  says. 

Some  IT  teoiganizatiaos  reflect 

For  example,  ACP  Interactive,  a  San 


organization,  and  are  working  to 
create  ITIL-like  processes  to  help 
the  organizations  work  together  to 
deliver  value  to  the  university.” 

'nacy  says  the  reorganization  of 
the  urrivetsity’s  FT  department  has 
beenmucbslowerthanotherreor- 

itr.  He  says  he  thinks  it’s  “better 
thou^-out  and  hopefully  more 

of  the  organization."  He  says  other 
reorganizations  he  has  experienced 
have  been  due  to  merger  and  acqui¬ 
sition  activity,  divestitute  or  “drastic 

Looking  at  the  big  picture,  FT 
executives  say  it’s  likely  that  IT  reor¬ 
ganizations  will  always  be  a  possibil¬ 
ity,  particularly  with  the  constant 
changes  in  technology  and  business. 
“1  really  don’t  see  an  end  in  sight  to 
IT  remgarrizations,"  Tracy  says. 

The  best  approach,  Skdeoviski 
says,  might  be  “more  frequent 
reviews  and  ac^ustments  to  players 
and  roles,  similar  to  a  football  team 
changing  personnel  marry  times 
during  a  game.  Comparries  that  reor¬ 
ganize  without  a  predetermined  plan 
or  just  to  shake  things  (q>  are  re^ 
gambling  their  future  success.”  ♦ 

Mossopequa  Park,  NT.  You  con  reocli 
him  at  bvioliiio@optoniine.net. 
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9  Hot  Skills 

FOR  2012 


IT  hiring  ticks  up  for  the  third  straight  year, 

and  IT  pros  with  programming  skills  will  be 
first  in  line  for  jobs,  by  rick  saia 


Bill  Predmore,  director  of  enterprise  application 
support  at  the  Capital  Metn^litan  l^ansporta- 
tion  Authority  in  Austin,  also  sees  growth  in  molnle 
technology,  especially  in  the  transportation  industry. 
"There’s  more  and  more  of  a  push  to  implement  whiz- 
hang  Web  stuff,  ahx^  with  making  trip  planners, 

(bus  and  train]  route  data  and  schedule  data  present- 


SIOWIV  BUT  SIWEIV,  many  U.S.  companies 
are  loosening  their  viselike  grips  on  IT 
hiring  and  kxdcing  to  add  new  staffers  to 
bolster  business  growth  in  the  year  ahead. 

That  trend  is  reffected  in  Computeruorld’s 
armual  Forecast  survey.  Neatly  2^  of  the 
IT  esecutives  palled  said  they  plan  to 
increase  IT  staffing  through  next  summer. 
That's  up  horn  23%  in  the  2010  survey  and 
20%  in  the  2009  survey.  Altogether,  it’s  a  45%  increase  in  hiring 
expectations  over  the  past  two  years. 

"We’re  seemg  [stroi^  hiring]  across  the  board,"  amor^ 
oipnizatinns  of  all  sizes,  says  Mike  McBrierty,  chief  operations 

IT  recruiting  firm.  He  says  there  has  been  pent-up  demand  for 
infiastructuie  upgrades  and  investments  that  had  been  ffielved 
over  the  previous  three  years. 


2  Project  Management 

■  44%  plan  to  hire/br  this  skill  in  the  next 
12  months,  up/rom  43%  in  the  2010  survey. 

_  Big  projects  need  managen,  but  they  also  need 

business  analysts  who  can  identify  users’ needs  and 
translate  them  for  the  IT  staffers  who  have  to  meet 
those  needs  and  complete  pnqects  on  time.  “The 
demand  has  been  more  lor  business  analysts  than  pnqect  man¬ 
agers,”  Reed  says  —  in  other  words,  those  who  can  help  delivn 
projects  rather  than  merely  oversee  and  monitor  them. 

That’s  what  Sean  Masters  discovered  ndien  he  embarked  on  a 
job  search  in  Match.  “When  I  was  framing  myself  as  a  systems, 
network,  security  or  other  administrator  role,  I  was  hardly 
getting  any  attention,”  says  the  TT  professional  from  Worcester, 
Mass.  “As  soon  as  I  shifted  my  r^sumb  to  list  those  specific 
technologies  used  in  accomplishing  specific  projects,  I  was 
suddenly  framing  myself  as  an  engineer  who  could  not  only 

3Help  Desk/Tedinical  Support 

■  3S%  plan  Id  hire /or  this  skill  h  the  next  12  months, 
daum/iom  43%  in  the  2010  surv^ 

As  long  as  tedmology  is  used  in  the  workplace,  there  will  be 
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a  need  for  support  staffers,  be  they  internal  or  remote.  And  in 
organizations  such  as  Lehigh  Valley  Health  Network,  help  desk 
and  tech  support  are  points  of  entry  for  IT  professionals  and 
places  to  pick  up  the  skills  that  can  advance  them  into,  say,  a 
programming  or  systems  analyst  role,  says  Bankes. 

But  mobile  operating  systems  “have  added  a  new  dimension 
to  help  desk  and  tech  support,"  says  David  Foote,  CEO  of  IT  staff¬ 
ing  consultancy  Foote  Partners.  “There  are  so  many  operating 
systems  now  that  the  mobile  platform,  and  especially  tablets,  have 
quickly  shoved  aside  the  old  WindowsyMac  OS  PC  d«ktop  axis." 

m  Networking 

■  35%  plan  to  hire  for  this  shill  in  the  next  iz  months, 
down /rom  38%  in  the  2010  survey. 

Robert  Halfs  says  IT  professionals  with  networking  skills 

continue  to  be  in  high  demand  and  have  been  "fora  lew  quar¬ 
ters."  That  demand  has  been  fueled,  in  part,  by  virtualization  and 
cloud  computing  projects.  In  fact,  during  his  recent  job  search. 
Masters  says  he  saw  heavy  interest  in  virtualization  skills. 

Reed  says  hiring  managers  are  looking  for  people  with 
"practical  work  experience"  in  the  networking  arena,  especially 
if  they  have  worked  in  an  organization  that  has  migrated  to  a 
virtualized  or  cloud-based  environment.  In  particular,  they're 
looking  for  people  with  VMware  and  Citrix  experience. 

As  for  certifications,  they're  important  but  they're  “not 
driving  the  market  one  way  or  the  other,”  he  says. 

5  Business  Intelligence 

■  23%  plan  to  hire /or  this  shill  in  the  next  12  months. 
up  from  13%  in  the  2010  survey. 

Eliassen  Group's  McBrietty  says  his  firm  is  starting  to  see 
more  demand  for  FT  professionals  skilled  in  BI.  The  uptick 
indicates  a  shift  from  focusing  on  cost  savings  to  investing  in 
technology  that  provides  access  to  reakime  data,  enabling 
better  business  decisions. 

That  may  happen  at  Lorillard  Tobacco,  says  Dan  Clark, 
manager  of  server  and  desktop  technology.  The  $6  billion 
company  is  looking  to  expand  its  use  of 


levels  underscore  the  need  for  people  who  are  experts  in  disaster 
recovery  and  business  continuity,  according  to  Bob  Cuneo,  CIO 
at  Eliassen  Group.  Companies  need  to  ensure  that  the  systems 
that  users  depend  on  will  be  there  when  they  need  them,  and 
those  systems  need  to  be  backed  up  and  replicated,  he  says. 

7  Web  2.0 

■  18%  plan  to  hire /or  this  shill  in  the  next  12  months. 
up  from  17%  in  the  2010  survey. 

Technical  skills  centered  around  social  media  remain  in 
demand  today,  as  mote  industries  look  for  ways  to  integrate 
Web  2.0  technologies  into  their  infrastructures,  and  Reed  says 
he  expects  that  demand  to  continue  in  2012.  He  sees  .Net,  . 
AJAX  and  PHP  as  key  back-end  skills,  with  HTML,  XML,  CSS. 
Flash  and  Javascript,  among  others,  on  the  front  end.  “Organi¬ 
zations  know  they  need  to  engage  their  customers  via  online 
platforms,  and  professionals  who  can  support  these  initiatives 
will  continue  to  command  a  premium  in  2012."  Reed  says. 

8  Security 

■  17%  plan  to  hire  for  this  skill  the  next  12  months, 
down  from  32%  in  the  2010  survey. 

The  one-year  drop  may  he  surprising  given  that  information 
security  threats  area  moving  taiget,  but  security  is  a  top-level 
concern  for  many  organizations,  especially  those  that  are  consid¬ 
ering  cloud  computing  as  part  of  their  IT  strategies,  says  Reed. 

Corey  Peissig,  senior  vice  president  of  technical  operations 
at  Mortgagebot,  a  Web-based  mortgage  software  provider, 
says  security  is  a  top  priority  at  his  company.  "Strong  technical 
security  and  auditing  skills  are  in  high  demand  in  our  busi¬ 
ness,"  he  says.  “The  challenge  is  that  good  talent  in  this  arena  is 
sometimes  difficult  to  find.” 

9  Telecommunications 

■  9%  plan  to  hire  for  this  skill  in  the  next  12  months, 
doum  from  17%  in  the  2010  survey. 

‘*We  have  an  aggressive  agenda  to  upgrade  communications 
systems  ”  with  a  strong  need  for  voice-over-IP  help,  says  Laurie 
Connors,  a  human  resources  official  who 
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a  need  for  support  be  they  internal  or  remote.  And  in 

organizations  such  as  Lehigh  Valley  Heahh  Network,  help  desk 
and  tech  support  are  points  of  entry  (or  IT  professioaals  and 
places  to  pi^  up  the  skills  that  can  advance  them  into,  say,  a 
programming  or  systems  analyst  role,  says  Bankes. 

But  mobile  operating  systems  "have  added  a  new  dimensioo 
to  he^  desk  and  tech  stgjport,"  says  David  Foote,  CEO  of  IT  staff¬ 
ing  consultancy  Foote  Partners.  "There  are  so  many  operating 
systems  now  that  the  mobile  platform,  and  e^redally  tablets,  have 
(prickly  shoved  aside  the  oM  Windows/Mac  OS  PC  desktop  axis." 

4Net«imrlcing 

■  35*  pkm  to  hire /or  this  skill  in  the  next  ra  months, 
down  fmrn  38*  in  the  aoro  survQi. 

Robert  HalTs  Reed  says  IT  prolessiooals  with  networking  skills 
continue  to  be  in  high  demand  and  have  been  “for  a  fow  quar¬ 
tets."  That  demand  has  been  fueled,  in  part,  by  virtualization  attd 

Masters  says  be  saw  heavy  interest  in  virtualizatioo  skills. 

Reed  says  hiring  managers  are  looking  (or  people  with 
“practical  work  experience"  in  the  networking  arena,  especially 
if  they  have  worked  in  an  organization  that  has  migrated  to  a 
virtualized  or  doud-based  ettvitonment.  In  particular,  they're 
looking  for  people  with  VMware  and  atrix  experience. 

As  for  certifications,  they’re  important  but  they're  “not 
driving  the  market  one  way  or  the  other."  he  says. 

5  Business  Intelligence 

■  plan  to  hire^  this  skill  in  the  next  rz  months, 

up /rom  r3*  in  the  zero  survey. 

Eliassen  Group's  McBrierty  says  his  firm  is  starting  to  see 
more  demand  for  IT  ptofe^nals  skilled  in  BI.  The  uptick 
indicates  a  shift  from  focusing  cm  cost  savings  to  irtvesting  in 
technology  that  provides  access  to  real-time  data,  enabling 
better  business  decisions. 

That  may  happen  at  Lorillard  Tobacxxi,  says  Dan  Clark, 
manager  of  server  and  desktop  technology.  The  $6  billion 
cmnpatry  is  looking  to  expand  its  use  of 
Microsoft’s  SharePoiot  collaboration  soft- 


z,ocx>.  he  says.  “This  will  require  addi- 

ter,"  Clark  says,  adding  that  he's  especially 
interested  in  SbarePoint  developers. 

6  Datacenter 

■  rj*  plan  to  hire /or  this  skill 
in  the  next  rz  mon^  down  fmrn 
zr%  in  the  zoro  survey. 

Like  networking,  data  center  opera¬ 
tions  will  be  impacted  by  organizations’ 
virtualization  and  cloud  strategies.  In 
particular,  Reed  says,  hiring  managers 
will  be  looking  (or  IT  professionals  with 
backgrourxls  in  dau  center  operations 


levels  underscore  the  need  for  people  who  are  experts  in  disaster 

at  Eliassen  Group.  Companies  need  to  ensure  that  the  systems 
that  users  depend  on  wUl  be  there  when  they  need  them,  and 
those  systems  need  to  be  backed  up  and  replicated,  he  says. 

7  Web  2.0 

■  rd*  plan  to  htre/br  this  skiD  in  the  next  rz  months, 
up  from  ry*  in  the  zoro  survey. 

Technical  skills  centered  around  social  media  remain  in 
demand  today,  as  more  industries  look  (or  ways  to  integrate 
Web  z.o  techmiogies  into  their  infiastiuctures,  and  Reed  says 
he  expects  that  demand  to  continue  in  Z012.  He  sees  .Net, 

AIAX  and  PHP  as  key  back-end  skills,  with  HTML,  XML.  CSS, 
Flash  and  Javascript,  among  others,  on  the  front  end.  “Organi¬ 
zations  know  they  need  to  engage  their  customers  via  online 
platforms,  arrd  professionals  who  can  support  these  initiatives 
will  continue  to  command  a  premium  in  zoiz,”  Reed  says. 

8  security 

■  ry*  plan  to  hire /or  this  skill  the  next  rz  months, 
down  from  32*  in  the  zoro  survqr. 

The  one-year  d^  may  be  surprising  given  that  information 
security  threats  ate  a  moving  target,  but  security  is  a  topfovel 
concern  for  marry  orgarrizadons,  especially  those  that  are  consid¬ 
ering  cloud  computing  as  part  of  their  IT  strategies,  says  Reed. 

Corey  Peissig,  senior  vice  president  of  techrrical  operations 
at  Mortgagebot,  a  Web-based  mortgage  software  provider, 
says  security  is  a  top  priority  at  his  company.  “Strong  technical 
security  and  auditing  skills  ate  in  hi^  demand  in  our  busi¬ 
ness,"  he  says.  “The  challenge  is  that  good  talent  in  this  arena  is 
sometimes  difficult  to  firrd." 

9  Telecommunications 

■  9%  plan  to  hiie/br  this  skill  in  the  next  rz  months, 
down /ram  ty*  in  the  zoro  surv^. 

“We  have  an  aggressive  agenda  to  irpgrade  commurrications 
systems,"  with  a  strong  need  for  voice-ovet-IP  help,  says  Laurie 
Cotmors,  a  human  resources  official  who 
handles  IT  hiring  at  Partners  Healthcare, 
a  Boston-based  healthcare  orgarrization 
that  includes  the  renowned  Massachu¬ 
setts  General  Hospital 
That's  why  Pattrrers  will  be  lookup  for 


year.  Foote  says  he  sees  demand  for  people 
vvithIPteleplionyskills,andforthasefiimil- 
iar  with  Qsro  IPCC  call  center  systems. 

Although  there  may  be  some  concerns 
about  the  resilierrcy  of  tbe  US.  economy 
over  the  next  year,  the  three-year  trend 
in  hiring  plans  highlighted  in  Computer- 
world’s  Forecast  survey  indicates  that  IT 
hiring  budgets  are  exparxling.  “We’re  in  a 
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SOLVES  1,000 
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SINGLE 
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AchieveQneness 


Switch  to  single-platform  Simpana*  software  for  truly  modern 
data  and  information  management. 


Year  after  year,  some  companies  stick  with  legacy 
data  protection  software  not  designed  to  handle 
today's  IT  realities.  The  result?  Business  at  risk, 
frustrated  users,  out-of-control  costs,  and 
compromised  business  agility.  In  a  word,  insanity. 
With  its  revolutionary  single-platform  architecture. 
Simpana  software  enables  you  to  solve  these 
problems  right  now  and  far  into  the  future.  It  will 
lower  operational,  labor,  and  infrasbucture  costs, 
streamline  integration  of  new  technologies  like 
virtualitation  and  cloud  computing,  and  smooth 


adaptation  to  challenges  like  data  center  consolidation 
and  eDiscovery  requirements. 

The  result?  Up  to  50%  reduction  in  storage-related 
costs,  and  a  far  simpler,  saner  way  to  manage,  access, 
and  recover  business  infomation.  In  a  word,  oneness. 
To  learn  how  you  can  do  far  more  with  less  and  add 
real  value  to  your  end  users  and  your  business  with 

011888-311-0365. 
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The  Tech  Shifts  That  May 
Jostle  Your  2012  Agenda 


Histgrytcllsus 
that  every  time 
tedinohigY 
changes, 
power  shifts. 


IERHAPS  FOR  THE  FIRST  TIME  in  the  history  of  IT,  the  meta¬ 
technologists  —  those  who  talk  about  technology  (subscription 
research  firms,  futurists,  pimdits,  journalists,  academics)  —  cue 
of  one  mind  regarding  what  the  short-term  futmre  looks  like. 


Just  about  ever^ne  invedved  in  the  technology 
game  concuis  that  on  the  cusp  of  2012,  rr  execu¬ 
tives  stand  at  the  most  interesting  —  and  risky 
—  portion  (rf  lour  critically  important  technology 
learning  curves:  big  data,  social  media,  mobility 
and  the  cloud.  Everyone  recognizes  that  disrup¬ 
tive  change  is  afoot.  Here  are  some  high-impact 
Mind  spots  to  avoid. 

BIhid  Spot  Mo.  1  is  the  interdependence  of  these 

Joige  Luis  Botges  reminded  us  that  “everything 
touches  everything.’ Each  of  these  four  change 
vectors/opportunity  spaces/leaming  curves  has 
become  a  sub-industry  unto  itself,  complete  with 
tribal  elders,  preferred  campfires  (must-attend 
sub-industry  events)  and  a  unique  vocabulary — 
some  senior  executives  are  convinced  that  doud 
jargon  transcends  human  cmnpieliension.  Such 
microspecialization  may  not  be  a  good  thing. 

Since  just  about  every  truthful  dedsion-maker 
in  a  position  of  power  in  the  Fortune  500,  the 
CAC  40  or  the  FTSE 100  admits  that  they  “don’t 
know  enau^“  about  these  four  disruptive  tech 
vectors,  the  advice  industry  has  become  white- 
hot.  There  are  noobility  experts  (Mobiquity). 
There  are  social  media  experts  (Paul  Cillin  at 


experts  (SAS  and  Splunk).  And  there  are  cloud 
experts  (Tim  Chou  at  Stanford  Univeisity). 

Most  large  enterprises  have  pilot  projects 
underway  to  create  capability  along  all  finir 
vectofs.  One  m^  insurance  company  has  a 
mobility  pilot,  a  social  media  piqect  and  a  cloud 
“experiment/lab“  going.  But  these  initiatives 


weren’t  conceived  as  a  unified  whole.  They  are  run 
by  separate  pnqect  managers,  involve  different 
consultancies,  have  very  different  timeUbles  and 
ultimately  report  in  to  different  senior  executives. 
Shouldn’t  all  these  initiatives  be  coordinated? 
Shouldn’t  we  develop  a  “quad-change"  expert, 
someone  who  knows  what  all  four  of  these  ttans- 
fiumations  mean  combined? 

BIImI  Spot  No.  Z  is  the  magnitude  of  the  change 
associated  with  these  transitions.  History  tells  us 
that  every  time  technology  changes,  power  shifts. 
There  are  winners  and  loseis.  Business  models 
change.  IT  skill  sets  change. ’The  accepted  canon 
and  pecking  order  of  vendors  change.  And  ITs 
role  and  relationship  with  the  business  change. 
Has  someone  in  the  organization  mafqied  out  how 
these  power  shifts  impact  the  major  players  and 
programs  in  the  enterprise? 

Blind  Spot  No.  3  —  the  elephant  in  the  room 
—  is  whether  the  legal  department  is  helping  to 
move  things  along  the  learning  curve  or  sniping  al 
those  who  would  be  pioneers.  In  every  workshop 
1  have  conducted  re^uding  moving  forward  along 
these  four  critical  vectors,  when  we  come  to  dis¬ 
cussing  barriers,  the  word  legal  emerges  and  sucks 


developing  competence  m  t»g  data,  social  media, 
mobUity  and  the  doud  is  being  able  to  render  the 
legal  dqjartment  nimtoxic.  How  do  we  get  the 
lawyers  to  heq)  on  the  change  bandwagon?  Having 
a  good  and  productive  relationship  with  corporate 
counsel  materially  impacts  the  CIO’s  ability  to 
create  high-value  cha^.  ♦ 
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^  SiMrt  Qfokx  for 

^ r\jMl  Text  Rmtriovar  sUux  1S91 

^Instantly  Search  Terabytes  of  Text 

'^Highlights  hits  in  a  wide  range  of  data,  using  dtSearch's^  - 

own  file  parsers  and  converters  WHh  drSeiwte  ^adtaM 

•  Supports  MS  Office  through  2010  (Word,  Excel,  PowerPoint,  Iwtening  hjw . 

Access),  OpenOffice,  ZIP,  HTML,  XML/XSL,  PDF  and  more  _ “*'|**'"™*^ 

•  Supports  Exchange,  Outlook,  Thunderbird  and  other  *lm|MSd«e  liMMng 

popular  email  types,  including  nested  and  ZIP  attachments  pow  hldhi  mole 

•  Spider  supports  static  and  dynamic  web  data  like  ASP.NET, 

MS  SharePoint,  CMS,  PHP,  etc.  ^'^HttwoikWbrid 

•  API  for  SQL-type  data,  including  BLOB  data  - 

-  nJj^dningfM- 

25+  full-text  and  fielded  data  search  options  pmlwiaiiiMwii 

•  Federated  searching  uray^byByadiar 

•  Speciai  forensics  search  options  Hedmond Magadne 

•  Advanced  data  classification  objects  - 

- — for  hwidradi  MOW 

APIs  for  C++,  Java  and  .NET  through  4.x  raiilami  end  durdnpir 

•  Native  64-bit  and  32-bit  Win  /  Linux  APis;  .NET  Spider  API  a— »<«*■>«— 

Content  extraction  only  licenses  available _ J 

www.dtSearch.com  •  i-8oo-iTfiNDS 


pick  the  topics.  pick  the  sources.  pick  the  frequency. 
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JOHNHfllAiyiKA 


At  the  end  of 
eyerYday,{nY 
brainiswliitilfi 
with  thousands 
of  inputs  and 
hundreds  of 
decisions  made. 


CIOatCareGroup 
Healthcare  System.  CIO 
and  associate  dean  for 
educational  technology 
at  Harvard  Medical 
School,  chaimian 
oftheNewEngUnd 


Panel  and  a  practicing 
emergency  physician. 
Youcancontaahimat 


CopinjgWith  IT 
Decision  Fatigue 


I  E’RE  ALL  SUFFERING  FROM  INFORMATION  OVERLOAD.  More 
f  projects  with  smaller  staflEs  and  shorter  time  frames  mean  more 
emails,  texts,  blogs,  online  meetings  and  phone  calls.  We  make 
more  decisions  and  have  more  accountability  them  ever  before. 


Regulatory  complexity  and  the  need  (or  risk  man¬ 
agement  have  increased.  We’re  pressured  to  make 
decisions  faster,  with  little  room  for  mistakes.  In 
a  hi^i-stakes  environment  like  IT,  this  can  lead  to 
dedskxi  btigue  —  that  numbness  you  ieel  at  the 
end  of  an  overloaded  day,  after  you’ve  decided  how 
much  to  spend,  whom  to  hire  and  what  to  do,  over 
and  over.  I  believe  decision  ftdigue  is  an  escalating 
threat  to  our  ability  to  manage  events  of  the  day 
and  keep  our  lives  balanced. 

In  my  early  career  as  a  leader  in  the  1980s, 
there  was  no  email,  no  overnight  shipping  and 
a  limited  number  of  fax  machines.  An  issue  was 
escalated  by  writing  a  letter.  But  in  the  time  that 
it  took  to  compose,  type,  mail  and  deliver  a  letter, 
many  problems  ended  up  solving  themselves. 
Since  the  eftnt  to  escalate  was  significant,  most 


fiber  between  you  and  the  CEO. 


leaders.  Should  everything  be  addressed  in  a  very 
timely  way,  with  Solomondike  decisions  about 
every  issue?  Should  everything  be  ignored  unless 
b’s  truly  urgent,  with  the  hope  that  someone  else 
will  solve  the  problem?  Should  everything  be 
deflected  to  those  in  middle  management  who 
would  have  read  paper-based  mail? 

My  goal  is  to  never  be  the  rate-limbing  step.  So 
I  make  hundreds  of  dedskms  every  day.  Some  are 
ri^t,  some  wrong,  but  they  are  the  best  answers. 


given  the  infiirmation  that  1  have.  In  the  IT  in¬ 
dustry,  timely  action  that  is  good  enou^  is  often 
more  important  than  a  delayed  perfect  action. 

Thus,attheendofevetyday,tttybtainiswhn- 
ring  with  thousands  of  inputs  and  hundreds  of 
decisions  made.  Thou^  not  physically  tired  after 
any  workday,  1  may  feel  mentally  exhausted. 

The  problem  with  decision  fatigue  is  that  the 
quality  of  decisions  can  diminish  as  the  rpiantby 

issues  increases. 

There  are  two  ways  to  address  decision  fatigue: 

L  Reduce  the  scope  of  your  authority  ami  hence 
the  decisionsyou  need  to  make  and  the  risks  you  need 
tomarutge. 

2.  Spread  decisions  over  a  wider  group,  tvducirig 
the  volume  0/ decisions  that /all  to  orqione  person. 

I’ve  gone  with  No.  2,  but  it  requires  having 
a  great  boss  who  is  siqrportive,  responsive  and 
willing  to  share  decision-making  risk  with  you. 

It  also  calls  for  great  staff  members  who  can  be 
empowered  to  make  decisions  on  then  own. 

Thus,  I  make  the  decisions  that  1  am  uniquely 
qualified  to  make,  while  pushing  others  up  or 
down  the  organizational  hierarchy  so  that  risk  is 
mbigated  (seeking  approval  up  the  otg  chart)  and 
trusted  staffers  ate  given  the  resources  and  au¬ 
thority  to  solve  problems  independently  (delegat¬ 
ing  denvn  the  mg  chart). 

One  other  cure  for  decision  fatigue  is  a  “time¬ 
out.”  On  your  way  home,  stop  at  a  local  park, 
beach  or  trail.  Leave  the  BlackBerry  m  the  car. 

The  decisioo  fatigue  will  pass,  arxl  when  you  get  ' 
hcHne,  you  can  make  bold  decisions  about  your 


l$72/MONTHf 


>  MONTHS^ 


OR$141/MONTH 


)  MONTHS 


Power,  performance  and  trusted  experience. 
Precisely  what  you  need. 

The  IBM  System  x3650  M3  Express®  server  with  the  latest  Intel®  Xeon*  processor  5600 
series  can  help  increase  productivity  and  minimize  costa  Featuring  a  55%  increase  in 
processing  power,’  you’ll  be  able  to  drive  business  results  faster  and  can  achieve  a  return 
on  your  investment  in  up  to  three  months.^  Furthermore,  with  the  valuable  expertise  of 
IBM  Business  Partners,  you  can  create  an  IT  environment  optimized  to  keep  pace  with 
your  growing  business. 

Rated  No.  1  in  Server  Customer  Satisfaction  by  TBR  for  the  6“  consecutive  quarter.^ 


IBM  System  x3650  M3  Express 


IBM  System  Storage®  DS3500  Express 

$5,499 


IBM  System  X3400  M3  Express 

$1,699 


Xeon 


LIFEGUARD 
ON  DUTY 


As  your  business  increasingly  depends  on  your  network,  keeping  it  safe  and  available  is  vital.  As  the  Internet 
infrastructure  company  trusted  to  run  .com  and  .net  for  more  than  a  decade,  Verisign  can  offer  you  that  confidence 
with  Verisign’  DDoS  Protection  Services.  This  cloud-based  solution  continuously  monitors  and  protects  your 


:  Verisignlni 


